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I.	Introduction

The stated purpose of the Highland Council’s Library Service is ‘to provide, deliver, promote and enable the use of high quality library and information services to meet the educational, informational, cultural and recreational needs of all who live, work or study in the Highlands.’   

To understand how well that purpose is being fulfilled, and how the Service could come closer to meeting this goal, it is necessary to assess the potential audiences for library services, to evaluate the extent to which the relevant needs of these audiences are being met by Highland Libraries, and to plan a strategy for developing provision to both existing and potential audiences. 

The Audience Development Project, part-funded by the Scottish Arts Council, researched Highland Libraries service delivery, and identified both general objectives for improving the reach of the Service to broad markets and specific audiences which the evidence showed were ripe for development.

In the background of this Project, as of all aspects of the Service are (1) the relevant Quality Indicators in the  Public Library Quality Improvement Matrix. 1 (PLQIM) (2) the 15 ‘National Outcomes’ of the Single Outcome Agreement  and (3) the Scottish Governments 5 Strategic Objectives in progressing towards a Scotland which is Wealthier and Fairer, Smarter, Healthier, Safer and Stronger and Greener – a goal to which library services contribute markedly by giving people access to the information and a stimulus for change.

II.	Highland Libraries

Currently there are 40 static libraries which seek to reflect communities of both interest and location, 8 mobile libraries serving over 1100 rural communities and rural schools, 29 secondary schools with libraries and 1 housebound vehicle based in the Inverness area. To provide best value for the Council the library service is operated as an inter-dependent network of staff, services, processes, management arrangements, technical support and professional expertise. 

2008-09
	Issues:  Book – 1,246,073   AV – 82,466
	Active memberships  - 46,666
	Computer accesses -  201,741
	Rhymetimes  - 480
	Annual visits -  1,852,259  (including virtual visits)
	Events -  1,251
	Class visits (approximately 200)
	Requests for individual items - 89,162
	Information enquiries -  128,882
	Web site hits – 65,872,871  (includes Am Baile hits)

III.	The research

Various strands of research were undertaken in the course of the project, co-ordinated by two part-time members of staff and managed by a Senior Librarian.

1.	A consultation was undertaken with communities throughout the Highlands.2  It used a range of methodologies for information gathering, including on-street interviews, the distribution and collection of survey questionnaires at Council Leisure Centres and service points, a postal survey of former library users who were identified by the library computer system as having stopped borrowing from the Service, and an on-line survey. A total of 2571 people responded to this survey, a figure made up of 1230 library users, 730 lapsed users and 611 non users.

The aim of this survey was to gain a general impression of community perceptions of the library service. What were we doing well? What expectations in former users had we been unable to fulfil to cause them to allow their library usage to lapse? And could non-users help us identify whether they had needs which could be met by our existing services if we were to publicise there better, or needs which could be met by developing library services?

2.	In order to capture the views of those younger than the respondents to the main survey a short series of interviews with pupils at five Highland secondary schools. 3

4 of the schools chosen; Dornoch, Grantown, Invergordon and Inverness were those which had dedicated school libraries only, whilst Fortrose Academy is a community library serving both the school and the public. 

The interviews at each school were carried out by two members of the audience development team. The various small groups of respondents at each school were provided with handsets into which they could key the answers to the questions that were both communicated to them verbally and at the same time projected onto a screen. 

3.	To home in on particular audiences for development we undertook an analysis of the data on the Library Management System to reveal within each subsection of the Dewey Decimal Classification section the ratio of issues per items in stock, the broad assumption being that a larger number of issues per item in stock indicated a significant audience for the subject in question.

4.	This research was combined with an analysis of data from the ‘High Societies’ web site (www.high-societies.org) (see Appendix 1) which allows clubs and societies within the Highlands to record details of their existence and activities. We prepared a breakdown of the clubs and societies in each geographical area within the Highlands, and compared this data with the figures for non-fiction stock holdings in the libraries within these areas. (See Appendix 2)  This analysis allowed comparison of the extent to which library stock reflected the information requirements of members of clubs and societies in each locality.

5. Finally, we undertook another small on-line survey inviting members of clubs and societies (not just those recorded on High Societies) to indicate the extent to which the library service is meeting their information and resource requirements in the area of interest reflected by their club membership. (See Appendix 3)

Collectively, these pieces of research highlighted (a) general service issues which if addressed would lead to development of the market for libraries both among the community at large and among the special interest groups of which it is comprised (b) issues relating to stock provision and promotion, with particular reference to the needs of special interest groups.

IV.	Research outcomes

1. GENERAL SERVICE ISSUES

We were particularly interested to note that in the Community Survey  non-users report positively about the library service. Given a range of positive and negative words to describe libraries,

43% thought the library was ‘Useful’
		13% thought the library was ‘Helpful’
	          11% thought the library was ‘Efficient’
		3% thought the library was ‘Inspirational’	
		2%  thought the library was ‘Responsive’
		1%  thought the library was ‘Innovative’

Therefore 73% of non users were positive about the library service: one person, not currently a library user, commented ‘Libraries are vital. Keep up the good work.’

The majority of respondents to the under-18s survey were less than enthusiastic about libraries. When asked to select from a list of words describing ‘the worst thing about libraries’, 51% selected ‘Boring’ and 30% outdated. However, even with this group, 53% felt able to select from a list of words describing ‘the best thing about libraries,’ (12% of the total selected ‘Helpful’ and 35% ‘useful’.

We realise that in formulating the questionnaire we assumed that people knew that the Library Service was free, and that in fact we were not justified in making this assumption. As well as asking if people were aware of the existence of the library service, we should have asked if people knew that the service is free at the point of delivery. As we did not ask this we are unsure of the extent to which a mistaken perception that libraries are a paid-for service discourages library use.

But we are heartened by this discovery of the positive image which libraries have among non-users of the service, and challenged to explore the issues which these non-users have identified which keep them from connecting with the service to see if any of them can be addressed.

The most significant service issues, affecting both non- and lapsed- users, which are analysed in full in the Community Survey2, are:

i. Personal time issues

43% of lapsed users gave lack of time as the reason why they no longer use the service and 31% of non-users gave lack of time as their reason for not using the service.  38% of the non-users reported  that they might use the service if they had more free time. ‘Just run out of spare time in my life,’ one person commented.

Note that there are two aspects to these time issues (a) people don’t have time to get to the library and (b) people don’t have time to read. Note also that when people talk about not having enough time what they actually mean is that using the library service is not particularly high on their list of personal priorities.

When asked what the incentives were for using places other than Highland Libraries for their reading and information needs – for example the supermarket – 46% of non-users, and 37% of users cited ‘convenience’ – ie, reading material could be sourced without having to expend more time and effort on a trip to the library.





Actions to address personal time issues

· Look at alternative delivery methods – ebooks, downloadable audio-books – to enable people to access the service with the minimum time commitment

· Consider setting up a system whereby people could select books on-line which are on the shelf at a given library; the staff would pick the books off the shelf for them, and they would be available for collection without any need for the customer to spend time browsing.

· Run a ‘Make time to read’ campaign, highlighting the benefits of reading.  Related Reader Development activities could add value to the reading process, thus encouraging people to value it more and reassign their time to make space for reading

· Run an autumn promotion to attract people who find themselves with more time available because of the dark evenings

· Consider co-location with other agencies to add to the ‘convenience’ of the library visit.



ii. Access difficulties 

Some respondents had issues with library use because of either (a) the physical location of libraries or (b) specific access issues at library premises. 7% of lapsed users, and 7% of non-users cited the location of library buildings or mobile stops for their non-use/lapsing from use of the service, while 4% of all lapsed users, and 7% of lapsed users over the age of 65 reported difficulties with specific access issues.

However, the access issue which caused most concern related to library opening houses. 25% of the lapsed users questioned cited opening hours as a reason for their current non-use of the service, while 14% of non-users indicated that more convenient library opening hours might induce them to use the service. ‘Opening hours are outdated,’ a lapsed user commented. ‘They are useless for people who work.’   There were also concerns that it was impossible to access the mobile library service if it called when you were at work, and also the 3 weeks was too large a gap between mobile library visits. Only 8% of the under 18 respondents cited ‘Better opening hours/times of mobile stops’ as a factor which might induce them to use the library again.

Actions to address access difficulties

· Look at alternative delivery methods – ebooks, downloadable audio-books

· Consider implementing a postal service for reservations in locations most distant from physical libraries

· Seek to ensure that there’s at least one library in a particular geographical area open each morning, afternoon and evening.


iii. Communications issues

The main survey revealed a lack of awareness of the range of services on offer at the library. Just 5% of non-users cited the fact that they weren’t aware of how to apply for membership as there reason for not joining, but there was a significant lack of awareness of what was available. For example 61% of non-users were unaware that computer access was available at libraries; 82% were unaware of the reading groups fostered by the service, and 60% were unaware of the specific children’s services on offer.

Awareness levels were only modestly improved among lapsed users, of whom 63% were unaware of the availability of computer access, 73% were unaware of the reading groups, and 45% were unaware of the children’s services.

Clearly the Service needs to learn to communicate more strongly what is available inside the library door, but more nebulously the issue of the ‘image’ of libraries which people have in mind may also need to be addressed. When those 43% of non-users said they thought the library service was ‘useful’ arguably what they actually meant was ‘useful for someone other than themselves.’

Actions to address access difficulties:

· Emphasise in marketing that libraries are about more than just reading

· Review library promotional material. Ensure that information on how to join the library has sufficient prominence in this material. Ensure that library promotional leaflets are being distributed to places (e.g. health centres, workplaces) where non-users will come across them? (eg health centres, workplaces) Has info on how to join enough prominence on the leaflet?

· Explore non-print avenues which could be used  to promote ways to join the library – eg edverts on plasma screens at service points?

· As ‘convenience’ seems to be a reason people give for using other sources – e.g. supermarkets – to access reading material, should we be highlighting the ‘convenience’ of libraries – e.g. online services, the ability to return items to any library within the Highland Council area?


· Highlight in promotional material the fact that the library as a resource is free at point of delivery 

· Ensure that we make it as easy as possible for people who have lost library cards or forgotten PINs to get replacements?

· With regard to the fear that some people have of forgetting to bring back library items and so incurring overdue charges could we do more to alert people (a) to how straightforward it is to extend the loan of items (b) when items they have on loan are shortly due for return - this already available through Library Elf, which perhaps we could further promote. Or we could investigate sending out pre-overdues to people by email alerting them to the fact that the borrowed items are almost due for return.

· There doesn’t seem to be any doubt that the fact that the library service levies overdue charges does have a negative impact on public perception of the service. Supposing we were to implement a ‘grace period’ after items are due back (say of one or two weeks) as we do for mobile customers, would the loss of income be compensated for by an increase in business?

· If some customers see libraries as the place of last resort when, for example, looking for information are we confident enough of our Service to make a virtue of this and market ourselves as the place to come for books and information which you haven’t been able to find elsewhere?

· Is there anything we could do to help mobile library users to remember the date of their next visit? Could we issue calendars for each route with the year’s visits marked? Or send email alerts to mobile users the day before their mobile call is due?
· It is important to ensure that all members of library staff are aware that every contact with customers, no matter how brief, is contributing to people’s perceptions of the Library Service and of the Council. All staff should be aware of values of courtesy and consideration, and the importance of offering an equality of welcome to everyone who crosses the threshold.

· Could we offer a service to parents of children borrowing books from mobile libraries at schools a list of items they have borrowed – this might help to ensure that books are returned timeously.

· Communicate a positive message about the length of time it takes to supply requests. For example, a poster with a different, positive message (eg ‘x% of people ordering a book receive it within x days) could be prepared each month and displayed in Council offices and Service Points as well as in libraries.

· Develop the Library Management System so that people can be emailed when items they have requested are available for collection.

· Build virtual relationships with members and friends of the library service by developing the Service’s social networking operation





iv. Stations on the journey of life

There is a hint in the comments added to the survey forms that a proportion of lapsed users and non users have either ‘got out of the habit’ of using the library, or else have ‘never got round to it.’  ‘Have just kind of forgotten about [the library]’ one person admits. There were 51 comments (22 from lapsed users and 29 from non-users) along these lines. We need to think whether there’s anything we can do to turn these vague inclinations people have to re-engage with the library at some point into the future into a positive commitment to explore what is on offer.  ‘Retirement’ is mentioned several times as a major life-milestone which leads to a reassessment of priorities.  In addition, people with time on their hands due to illness or accident seem, from some of the comments added to the main survey to be a potential audience for library services.

Actions to address ‘life change’ issues

It might be possible to target people at these transition stages, highlighting what the service has to offer – for instance Book Groups and life-long learning opportunities - in the same way as the Bookstart programme targets new parents.

Could we investigate working with our NHS partners to promote to people with spare time due to ill health/injury not just books in the Well Read collection, but the general library stock?


2. STOCK-RELATED ISSUES

A significant proportion of those questioned in the main survey (34% of lapsed users, and 30% of non-users) reported that they have no use for the library at present because they are able to source the books and information they require elsewhere – predominantly in supermarkets and books.

And while just 5% of non-users told us that an improved selection of stock might encourage them to consider using the service, 26% of lapsed users felt that better stock would encourage them to revisit the library, and 53% of lapsed users said that the better selection of stock at bookshops was the principal reason for their visiting places other than libraries to meet their reading and information needs.  37% of the under-18 respondents reported that a ‘better selection of books/DVDs’ would encourage them to begin using the library again,

A number of comments were made expressing disappointment with the range of stock in specific subject areas – those mentioned were  Politics and History, Travel, Theology and Science and Technology. 

The provision of relevant stock is a key requirement of library services. The 23rd PLIQM QI states that ‘Libraries should provide stock which is relevant and in good condition,’ while QI 33 emphasises the Service commitment to partnership working in the supporting of learning, which of course is closely related to stock provision.

Detailed analysis of data pertaining to non-fiction stock held by the Service (See Appendix 2) measured the number of items in stock in each category of the Dewey Decimal Classification scheme against the number of transactions relating to the items in stock over a twelve-month period.  These figures were then correlated with statistics on the number of clubs and societies recorded in the Library Service’s ‘High Societies’ web site (www.high-societies.org) which enables local organisations to record and manage information about their activities.  Stock was purchased in subject areas where the results of analysing this data indicated audience markets ripe for development ie subject areas in which the statistics demonstrated that the current stock was not equal to the potential demand.  These stock areas were: Drawing, Painting, Photography, Drama/Dance, Hillwalking, Crafts and Religion)

When deciding which subject areas in which to purchase stock the following criteria were used in addition to the ratio of number of issue transactions to number of items in stock:  the age of the existing stock within particular subject areas; the size of the potential market in relation to these specific areas of interest; feedback about collection development received through Highland Libraries’ survey of clubs/organisations. 

These special interest collections have been located to those libraries where issue transactions provide evidence of a gap in stock provision, and are being actively promoted to relevant clubs and organizations, for example by means of themed exhibitions and emails to relevant clubs and societies. All purchased items have also been tagged to allow tracking of usage. 

Detailed analysis of the findings of Highland Libraries survey of Clubs and organization (see Appendix 3) reveals the need for interacting with members of clubs and societies and promoting the library service to them. Just under a third of the 263 respondents reported that they had used Highland Libraries to obtain information to support the area of interest represented by their club or society. For example, 57% of those whose interest was arts/entertainment related had sought information from the library, and while only 34% of those with a sports/leisure interest had used the library in connection with their interest, 80% of those interested in hillwalking and mountaineering had done so. It was encouraging to note that 89% of those who had used library services in support of their areas of interest found the provision either ‘satisfactory’ or ‘very satisfactory’ in meeting their needs.

A supplementary question asked those respondents who had made use of libraries whether their library usage involved accessing the on-line eresources – a service which PLQIM recognises as central to library provision – QI 13 – ‘Libraries must offer free, consistent and equitable access to … a range of reference and information resources for their communities.’

Only 30% of respondents had made use of these resources, indicating a need both to examine the relevance of what is provided, and examining ways of better connecting audiences with this material.

The data from the survey of clubs/organizations is informing Highland Libraries’ stock selection and stock marketing strategies as we seek to connect with these audiences in order to better meet their needs.

          Additional actions to address stock issues

· Involve people from the community in stock selection by means for example Focus Groups and by making it easy for people to suggest items for purchase via the on-line library catalogue

· The introduction of Evidence Based Stock Management will enable the Service to proactively respond to the subject requirements of the users at each library on the basis of previous issue data. 

· Explore the most appropriate way of highlighting in the on-line library catalogue new items added to stock.

· Quite a few comments relate to people’s perception, on the basis of what they see on the shelf at their local library, that the Service has a limited amount of material on their special interests  We need to investigate ways of reporting to library users (via email or the ‘My account’ screens on the on-line catalogue when new stock in their areas of interest in added to stock

· Explore the use of technology – eg plasma screens/digital photo frames – to promote stock within libraries

· Explore how the contacts  made through High Societies can be used to promote stock – for instance by means of promotional mailing. 

· Explore how to address the issue of people who have no need for the service because they buy books elsewhere, and use books in their personal collections.  Could our publicity acknowledge  the fact that people do this, but then offer to ‘add value ‘to their experience of the book they buy through book groups, author events, Facebook dialogue, and other reader development activities?

· Investigate the possibility of ‘virtual book groups’, whereby library members in different locations (e.g. along a mobile library route) read books either concurrently or one after the other, and shares their perceptions either in writing or on the web.



NOTES

1. Public Library Quality Improvement Matrix, Scottish Executive/Scottish Library and Information Council, 2007
2. Audience Development Project 2008-10 Community Consultation Data  Data Highland Libraries, 2010.
3. The schools survey report is an appendix to the Audience Development Project 2008-10 Community Consultation Data Highland Libraries, 2010






APPENDICES


APPENDIX ONE

Extract from the conclusions of the detailed analysis of clubs and societies on the High Societies Web site in terms of subject interest and geographical coverage:

On the basis of analysis of the interest areas reflected by clubs and organizations registered on High Societies, the following is a list of possible library customer groups in relation to their interest and occupation. 

· Health and Family Support: parents, families, carers, child carers, carers for carers, vulnerable adults, outpatients, disability support, care volunteers, community carers, community educators, self-help, victim support

· Education: Students, researchers, schools, libraries, after school groups, extra-curricular groups, reading groups, nurseries and playgroups, youth clubs

· Arts and Culture: Artists, musicians, actors, family history, tourists, visitors, amateur groups and societies, festival organisers, curators, exhibition organisers, students, Highland clans associations, crafts groups, sewing groups

· Community and religion: church groups, church goers, community councils, volunteers, families

· Sports and entertainment: mountain climbers, footballers, physiotherapists, PE students, sports instructors, sports coaches, shinty clubs, cyclists, runners, Golfers, outdoor activity groups, disabled sports groups, water and outdoor leisure clubs

· Demographics: English as a second language, non-users, unemployed, financially disadvantaged, time limited, remote users, disabled users, language barriers, literacy barriers, awareness barriers, education level, gender barriers?, cultural barriers. 

· Age: Elderly customers, young people, teenagers, children,



APPENDIX TWO

Evidence from transaction data compared with data from the High Societies Web Site

As part of audience development, Highland Libraries analysed  data about clubs and organisations held on the Highland Council’s interactive website for community information about societies across the Highlands High-Societies.org. The purpose of the analysis was to identify the range of interests held by people across the Highlands and the size of markets in relation to these interests. 
 
Additional analysis was carried out using business objects software. Highland Libraries’ computer management system was interrogated to compare non-fiction stockholding numbers with the number of issue transactions occurring over a twelve month period.  Queries were run for all the main categories within the Dewey classification system, 000-999 

By comparing the results of the stock analyses with the analyses of clubs and organisations it was possible to identify gaps in stock provision and the potential market size in relation to specific areas of interest. The table below shows the subject areas identified as having gaps in stock provision and the number of clubs within the Highlands that related to these particular areas of interest. 





	Subject
	Dewey
	Total Loans
	Total Items
	Ratio of Issues to Items
	No. Clubs

	Drawing
	741/ 743
	3372
	906
	3.7: 1
	9

	Painting
	751
	3447
	792
	4.3: 1
	9

	Photography
	771/ 775
	1433
	302
	4.7: 1
	4

	Drama/ Dance
	792/ 793
	1822
	864
	2.1: 1
	14

	Hillwalking
	796.5
	410
	205
	2.0: 1
	7

	Crafts
	745/ 746
	15722
	4321
	3.6: 1
	10

	Religion
	248/271
	595
	200
	2.9: 1
	49



Non-fiction stock to the value of £7000 was purchased within the subject areas mentioned above. When deciding which subject areas in which to purchase stock the following criteria was used; ratio of number of issue transactions to number of stock holdings, the age of the existing stock within particular subject areas; the size of the potential market in relation to these specific areas of interest; any feedback about collection development received through Highland Libraries’ survey of clubs/organisations. 

These special interest collections will be housed in libraries where issue transactions provide evidence of a gap in stock provision. All purchased items have also been tagged to allow tracking of usage. It is recommended that collections are promoted to the related clubs/ organisations e.g via e-mails listing collection items that may be of interest to them. Themed displays could also be set up in libraries to promote these collections and clubs/organisations invited to view them.

From April 2010 Highland Libraries are piloting the use of SmartSM an Evidence based Stock Management service for libraries which will facilitate access to data from the Library Management System on the relative use of areas of library stock in libraries and enable us to tailor stock provision to demonstrable audience demand in a comprehensive way.




APPENDIX THREE

Report on the findings of Highland Libraries’ Survey of Clubs/Organisations

As part of collection development, a community survey was carried out by Highland Libraries to ascertain how well members of clubs, societies and organisations in the Highlands feel that the Library Service is supporting their areas of interest. 

An online survey was created using ‘Survey Monkey’ , an online survey software and questionnaire tool. A link to the survey was posted on High-Societies.org , Highland Council’s interactive website for community information about societies across the Highlands. A tailored e-mail was then sent to clubs, societies and organisations on the High-Societies website inviting members to take part in the survey. In addition, any Highland Council employees who were members of a special interest group were also invited to take the survey. 

The survey ran for a period of three weeks and a total of 263 people completed the survey.
In Question 1, Page 1 of the survey respondents were asked to enter the name of the club/organisation that they attended and the location of the club. 68.4% (180) of the respondents gave the name of the club/organisation that they attended and 63.9%(168) gave the location. 

· 38.1% (64) attended clubs/organisations in the Inverness area

·  8.9% (15) attended in the Nairn, Badenoch and Strathspey area

· 17.3% (29) in Ross-shire

·  6.5% (11) in Caithness

·  3.6%(6) in Sutherland

·  6.5% (11) in Skye and Lochalsh 

·  6.5% (11) in Lochaber

· 12.6% (21) of respondents did not specify their club’s location.

Question 2, Page 1 asked respondents to indicate the area of interest their club/organisation is connected to e.g  hillwalking, childcare, religion etc. 65.4% (172) of respondents answered the question. 

· 32.5% (56) of respondents interests were connected to sport and leisure. The most common interests stated were watersports, including swimming, sailing and kayaking (23.2%), golf (19.6%), fitness including sports and leisure clubs (14.3%), and hillwalking/mountaineering (8.9%)

· 8.7% (15) of respondents said that their club was connected to education. This group included those involved with schools and adult literacies.

· 8.1% (14) of respondents said that their club/organisation was connected to arts & entertainment. Interests included photography, singing, drama, crafts, literature, pipebands, and accordion and fiddle clubs

· 6.9% (12) of respondents interests were connected with the Gaelic language. Interests included singing, parent groups and Gaelic forums

· 6.4% (11) of respondents said that their club/organisation was connected to Council and government. This included council employees and members of political parties.

· 4.6% (8) of respondents said that their club/organisation was connected to churches

· 3.5% (6) respondents interests were connected to voluntary organisations and support groups. This included those involved with Brownies, guides etc.

The answers that 25 of the respondents gave did not allow for easy categorisation and were therefore classified as Miscellaneous. 

Question 3, Page 1 asked respondents ‘Have you ever used Highland Libraries to obtain information about the area of interest mentioned above?’ All respondents answered this question (263).

· 32.3% (85) respondents said YES, they had used Highland Libraries to support their particular area of interest.

· 67.7% (178) said NO, they had not used Highland Libraries to support their particular area of interest.
37.5% had a YES response in the Inverness area, 40% in Nairn, Badenoch & Strathspey, 42.8% in Ross-shire, 45.4% in Caithness, 50% in Caithness, 63.6% in Skye and Lochalsh, 54.5% in Lochaber. Only 17% of those in the miscellaneous category said YES to this question.

· 93.3% of those whose interest was connected to education said YES

· 58.3% of those whose interest was connected to the Gaelic language said YES

· 57% of those whose interest was connected to arts and entertainment said YES

· 37.5% of those whose interest was connected to churches said YES

· 36.4% of those whose interest was connected to council and government said YES

· 33.9% of those whose interest was connected to Sport and Leisure said YES. However, this percentage varied greatly depending on the sport. 80% of those interested in hillwalking/mountaineering said YES, a third of those interested in watersports said YES, 36.4% of those interested in golf said YES, whereas no one who’s interest was connected with sport and leisure centres said YES.

· Nobody whose interest was connected to voluntary and support organisations said YES.

In Question 1, Page 2 respondents were asked in what way/s they had used Highland Libraries to obtain information about their chosen area of interest. 84.7% (72) of those who had said that they used Highland Libraries to support their area of interest answered this question. 

· 91.7% said that they had borrowed books/dvds/audiobooks

· 47.2% said that they had looked for information

· 20.8% said that they had used the computer facilities

· 18.1% said that they had used the photocopying facilities

12 respondents gave alternative responses to this question. Responses included using the library for adults and children’s activities, library staff visiting nursery for bookstart event, borrowing plays and using the reference library.

In Question 2, Page 2, respondents who had said that they had used libraries to support their area of interest (85) were asked ‘If you have used Highland Libraries range of electronic resources to obtain information for your area of interest please indicate which ones you have found most useful’. 26 respondents said that they had used the electronic resources.

· 69.7% said that they had not used any of the electronic resource

· 23.7% said that they had used the Am Baile website (50% of these respondents’ interests were within education and the Gaelic language)

· 7.9% said that they had used Encyclopaedia Britannica

· 6.6% said that they had used the online Oxford English Dictionary

· 5.3% said that they had used Oxford Music Online

· All other online resources recorded usage figures of less than 5%

In Question 1, Page 3, respondents who had said that they had used Highland Libraries electronic resources to support their area of interest (26) were asked  ‘If you have any comments about how the electronic resources may be improved or are able to suggest any others you currently know about relevant to your area of interest please enter them in the space provided’.

· 9 respondents answered the question
Comments received included:

‘Did not realise so much was available - so perhaps more advertising of these’

‘An Adult Literacies resource bank would be useful.’

‘As I, and others locally, are currently exploring the lives and ancestry of local historical Gaelic figures, it would be useful if there was computer access to genealogical organisations. Also access digital to national newspapers: Scotsman, Times. Also digitisation of the library's archived local papers. Access, by library membership, to the library's electronic resources via home computers would also be of great value’

In Question 1, Page 4, respondents who had said that they had used Highland Libraries to support their area of interest were asked ‘How satisfactory did you find the choice of print and/or electronic sources for your chosen area of interest?’ 72.9% answered the question.

· 24.2% said very satisfactory

· 64.5% said satisfactory

· 11.3% said unsatisfactory

8 respondents gave an alternative response to the question. Answers included:

‘Limited usefulness’

‘Better for some queries than others’

‘Extremely unsatisfactory’

‘Very variable; sometimes good, others not’

In Question 2, Page 4, respondents who had said that they had used Highland Libraries to support their area of interest (85) were asked to comment on how library resources had helped them to get more out of their area of interest. 52.9% of respondents answered the question. Comments recorded include:

‘The resources used have extended my knowledge on the subject.’

‘Allowed for me to assess literature prior to buying it myself!’

‘Provided relevant up to date accessible info’

‘helped develop childrens interest in books’

‘I don't just use it for my area of interest.  That's the point.  The library is such a source of information and enjoyment in many subjects.’
‘free access to books’

‘encouraged me to read books I might not have read otherwise.’

‘access to internet resources and some out of print books in the catalogue.’
‘It hasn't helped me at all.’

‘Resources base on local interest, history etc relevant to learners living in Highland’

‘Found it very useful to have resources freely available and to be able to speak to knowledgeable staff’

‘Transactions of the Gaelic Society of Inverness useful, as is the society's library.’

‘Great to be able to get inter-library loans. Librarians are VERY helpful’

‘Being able to access a range of Gaelic materials has been essential in aiding the learning, enjoyment and appreciation of Gaelic for both myself and my 4 year old.’

‘sometimes I see resources I wouldn't have been aware of.’

‘Not many academic books to borrow’

Question 3, Page 4 asked respondents who had said that they had used Highland Libraries to support their area of interest (85), ‘How could Highland Libraries help you to search successfully for information in your chosen area of interest?’ 80% of respondents answered the question.

· 42.6% said that they didn’t know

· 29.4% said themed displays in their chosen area of interest

· 23.5% said RSS feeds to their computer’s internet browser

· 19.1% said training sessions on how to search successfully

11 respondents gave an alternative answer to the question. Comments recorded include:

‘Wider range of plays to borrow being available’

‘None needed - am competent at most’

‘Access to journals such as Blackwell Synergy’

‘Keep more physical books’

‘More books’

Question 1, Page 5 informed those respondents who had not used Highland Libraries to support their area of interest that the Library Service could help them to get more out of their chosen interests. Information about services offered followed.

· 51% of respondents knew that they could search the library online catalogue for resources connected to their area of interest

· 71.8% knew that they could request resources from other libraries within the Highlands

· 62.7% knew that they could request resources from other libraries online or at their local library

· 66% knew that they could have access to the internet, word-processing and e-mail


Question 2, Page 5 informed those respondents who had not used Highland Libraries to support their area of interest that the Library Service offered free access to a range of electronic resources. Respondents were asked to tick any that may be of interest to them

· 54.9% said that they would be interested in Which Online

· 41.8% said that they would be interested in Encyclopaedia Britannica

· 31.9% said Am Baile

· 28.6% said the Oxford English Dictionary

· 26.4% said World Book Online

· 19.8% said Who’s Who

· 17.6% said News UK

· 16.5% said Oxford Music Online

· 14.3% said Oxford Dictionary of Art

· 12.1% said Oxford Dictionary of National Biography

Question 3, Page 5 asked those respondents who had not used Highland Libraries to support their area of interest to suggest any other electronic resources they knew about relevant to their area of interest. 18 respondents answered the question. Comments recorded include:

‘Badminton Scotland website’

‘GIS’

‘Skye & Lochalsh CVO website www.slcvo.org.uk especially their Community Toolkit’

‘Scotlands People’

‘Bat conservation Trust newsletter’
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